
Department of Neighborhoods 
Inspections Process Improvement Phase I 
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Voice of the Customer 

Faster 
Response 

Time 

Increased 
productivity 

Visibility 
within 

communities 

Resolution 
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Measure 

Current Structure 

 ( 1 ) Division Manager  

 ( 4 ) Chief Inspectors 

 ( 5 ) Assistant Chief Inspectors 

 (16) CEO IIIs Supervisors 

 (43) CEO IIs, CEO Is, Trainees 
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Current State (Workday) 

Inspectors reports to 
7125 Ardmore 

(between 7:30 am and 
8:00 am) 

Inspectors drop off 
previous days packet, 

and receive the 
current days packet 

Inspector drives to 
assigned area 

Inspector completes 
assigned 

inspections/proactive 
inspections 

Inspector returns to 
7125 Ardmore 

(between  3:30 pm-
4:00 pm) 
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Project Goals 
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Structures 

 Previous Structure 

 Chief 

 Assistant Chief 

 CEO III 

 CEO II 

 CEO I 

 CEO Trainee 

 

 Telework Structure 

 Chief 

 Assistant Chief 

 CEO III (in office) 

 CEO III (in the field) 

 CEO II 

 CEO I 

 CEO Trainee 
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Purpose of Telework 

 To create a functioning system to operate 

and maintain current operations without 

setbacks while moving CEO IIIs and 

qualified personnel to the field resulting in a 

shift of office duties.  
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Telework at a Glance 

 Additional 8 inspectors/ supervisors in the field. 

 Floater Assistant Chief 

 CEO vehicles will be housed at nearest Multi-
service center in work area. 

 Mail courier leaves Ardmore by 9 to drop off 
packets to sites by 11am. 

 CEOs swap packets at the end of each work day 
to place next day packet in vehicle. 

 CEOs begin each day from vehicle promptly at 
start of shift. 
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Telework at a Glance 

 CEO IIIs in field to conduct inspections and readily 

assist CEOs in the field. 

 Shift of duties at Ardmore for more efficient data 

entry. 

 Increase of inspections  with more field staff. 

 CEO IIIs in field focused on 311 backlog and direct 

city Council complaint inspections. 
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Future State (Workday) 

Inspectors reports to 
Telework Location 

(between 7:30 am 
and 8:00 am) 

Inspector completes 
assigned 

inspections/proactive 
inspections 

Inspector returns to 
Telework Location 

(between  4:00 pm-
5:00 pm) 
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Multi-service Centers 

Telework Multi-
Service Center 

Sites 

West End 

170 Heights 
Blvd (77007)  

Fifth Ward 

4014 Market St. 
(77020) 

Hiram Clarke 

3810 W. Fuqua 
(77045) 

Sunnyside 

9314 Cullen 
(77051) 

Acres Homes 

6719 W. 
Montgomery 
(77091) (Next 

Phase) 

Magnolia 

7037 Capitol 
(77011)  

(Next Phase) 
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Diversity  
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Telework Program 

 Additional 8 

Inspectors/Supervisors in 

Field 

 Increase data entry 

efficiencies 

 Inspectors begin 

promptly at the start of 

their shift 

 Decrease in vehicle 

maintenance 

 Increase in productivity 

 Inspector housed at 

nearest Multi-service 

center to work area 

6012 

7194 

7385 

7825 
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DON INSPECTIONS 

PERFORMANCE MEASURES 

0 5 10 15 20

Average Days from Request
to Initial Inspection

FY15

FY14

16 



Control 

 Created QC roles 

 Built in Quality Circles 

 Bi-weekly meetings 

 Educated entire division in KPI’s 

 Aligned work plans with overall 

organizational goals 
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Q & A 
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